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* All levels managers
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* 2K (6/ME/XK)
* Two days (6 hours / day)
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* Lecture on concept, modeling, case study.
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*  Communication tool application, plan and commitment for future
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* To Search the reasons of problem in communication

* To understand the definition of communication and common process.
* To master communication, listening, asking skills.

* To learn the six steps of communication in the work.

K

* To learn the characteristics and correct method of communication

between the superiors and the subordinates.

* To understand interpersonal styles of common skills.

* To establish a correct view on interpersonal relationship
understanding of relationship management

and

* To grasp the methods and skills of relationship management and



resolution

* To improve effectively communication efficiency and help maintain

interpersonal relationships for a long time
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Communication
* Common communication problems and affects in work and life (examples)

Definition of Communication

* The definition of communication

* Three key factors of communication

* Interactions of communication

* Two-way communications

* The functions and properties of body language
* Trust is foundation of communication

Communication Skill

* The five elements of how to effectively send information: time, place,
content, object and method.

* Five levels of listening

* Process and characteristics of effective listening

* The definition of feedback

* The characteristics of feedback

* JOHARI Window



Personality on Communication (DISC, Dr. William Moulton Marston)

Four type of communication style
Communication style for Dominance
Communication style for Influence
Communication style for Steadiness
Communication style for conscientiousness

Communication Skills of Each Level

The process of communication between the superiors and the
subordinates.

The problem of communication between the superiors and the
subordinates.

The purpose of senior managers’ communication

The purpose of middle managers’ communication

The purpose of employee’s communication

Effective communication between the superiors and the subordinates
Cross-functional communication

Six Steps of Communication in the Work

Goal setting for the communication in advance

Identify needs and goals of both sides - the questioning techniques of
communication

Communicate effectively - two ways of effective expression

How to deal with the objection

Reach consensus

Implementation

Understanding interpersonal relationships

The use of exchange theory in interpersonal relationships

¢  Goods

¢ Service

¢ thoughts and emotions

To recognize the value of communication and interpersonal relationships
Extension of Maslow's need’s hierarchy

To evaluate the current status of interpersonal relationships and establish
training objectives

To discover the essence of the possible problem

Basic rules for establishing good interpersonal relationships

Important way to get a good impression

Best way to give a good impression

Always make others to feel comfortable first

The inevitable code of the conversation master

¢ How to make others love to talk to you



¢  How to talk to make others feel happy
* The core way to win friendship
* The key for long time friendship
* How to praise sincerely

Introduction to Customer Relationship Management

*  Who are the customers?

* Definition of customer relationship

* The core idea of customer relationship management

* The significance of customer management and management to the
enterprise

* Content of Customer Relationship Management CRM

Establishment of Customer Relationship
* Knowledge of customers

*  Customer Value: relationship value

*  Customer's Life Value (CLV) calculation

*  Status of customer

*  Customer Life Cycle and calculation

Maintenance of Customer Relationships:

*  Customer information

* Individual customers and corporate customers

* Channels for obtaining customer information

* Use the database to manage customer information

Achieving Customer Satisfaction and Customer Loyalty
*  Customer satisfaction management

* How to improve customer satisfaction

* Types of customer loyalty

* Strategies to enhance customer loyalty

Summary: Q&A



